
Agriculture and Food Incidents Report
3/1/2010 to 3/31/2010 as of 4/1/2010
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First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.

Cells displayed show the number of incidents resolved on first contact during the reporting period.
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Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 
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Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.
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Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.
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4.86

1

4.86

Total 0

0.00

1

4.86

1

4.86

Total 0

0.00

1

4.86

1

4.86

Total 0
0.00

1
4.86

1
4.86

Application 

Support

_No Tier 2 None None 1

1.54

16

1.56

17

1.56

Total 1

1.54

16

1.56

17

1.56

Total 1

1.54

16

1.56

17

1.56

Application Error None 0

0.00

1

0.72

1

0.72

Total 0

0.00

1

0.72

1

0.72

Reporting None 0

0.00

1

5.59

1

5.59

Total 0

0.00

1

5.59

1

5.59

Total 0

0.00

2

3.15

2

3.15

Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.



High Low Total

Application 

Support

Total 1
1.54

18
1.74

19
1.73

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0.00

1

3.08

1

3.08

Total 0

0.00

1

3.08

1

3.08

Total 0

0.00

1

3.08

1

3.08

Application Error Novell 

GroupWise

0

0.00

1

6.82

1

6.82

Total 0

0.00

1

6.82

1

6.82

Total 0

0.00

1

6.82

1

6.82

PC/Laptop Error Novell 

GroupWise

0

0.00

1

3.70

1

3.70

Total 0

0.00

1

3.70

1

3.70

Total 0

0.00

1

3.70

1

3.70

Total 0
0.00

3
4.53

3
4.53

Help Desk Network Error Novell Client 

for 32-bit 

0

0.00

1

0.07

1

0.07

Total 0

0.00

1

0.07

1

0.07

Total 0

0.00

1

0.07

1

0.07

Total 0
0.00

1
0.07

1
0.07

Metro D 

Desktop 

Support

Application Error None 0

0.00

1

0.59

1

0.59



High Low Total

Metro D 

Desktop 

Support

Application Error Total 0

0.00

1

0.59

1

0.59

None None 0

0.00

1

1.00

1

1.00

Novell 

GroupWise

0

0.00

1

0.67

1

0.67

Total 0

0.00

2

0.84

2

0.84

Total 0

0.00

3

0.75

3

0.75

Network Error Microsoft 

Windows XP 

0

0.00

1

0.00

1

0.00

Novell Client 

for 32-bit 

0

0.00

3

0.75

3

0.75

Total 0

0.00

4

0.62

4

0.62

Incident Novell Client 

for 32-bit 

0

0.00

1

0.81

1

0.81

Total 0

0.00

1

0.81

1

0.81

Password Novell Client 

for 32-bit 

0

0.00

1

2.84

1

2.84

Total 0

0.00

1

2.84

1

2.84

Total 0

0.00

6

1.10

6

1.10

PC/Laptop Error None 0

0.00

2

2.47

2

2.47

PGP 0

0.00

1

0.23

1

0.23

Total 0

0.00

3

1.72

3

1.72



High Low Total

Metro D 

Desktop 

Support

PC/Laptop None None 0

0.00

1

0.97

1

0.97

Total 0

0.00

1

0.97

1

0.97

Total 0

0.00

4

1.53

4

1.53

Print/Copy/Sca

n/Fax

Paper Jam None 0

0.00

1

1.33

1

1.33

Total 0

0.00

1

1.33

1

1.33

Total 0

0.00

1

1.33

1

1.33

Total 0
0.00

14
1.17

14
1.17

Metro D Help 

Desk

Application Password Novell 

GroupWise

0

0.00

1

0.19

1

0.19

Total 0

0.00

1

0.19

1

0.19

Total 0

0.00

1

0.19

1

0.19

Network Password None 0

0.00

2

0.06

2

0.06

Total 0

0.00

2

0.06

2

0.06

Total 0

0.00

2

0.06

2

0.06

PC/Laptop Error Novell Client 

for 32-bit 

0

0.00

1

1.18

1

1.18

Total 0

0.00

1

1.18

1

1.18

Total 0

0.00

1

1.18

1

1.18



High Low Total

Metro D Help 

Desk

Total 0
0.00

4
0.37

4
0.37

Rural Central 

Desktop 

Support

_No Tier 2 None Utah Criminal 

Justice 

0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0
0.00

1
0.00

1
0.00

Rural South 

Desktop 

Support

Application Error Novell 

GroupWise

0

0.00

1

0.05

1

0.05

Total 0

0.00

1

0.05

1

0.05

Total 0

0.00

1

0.05

1

0.05

Total 0
0.00

1
0.05

1
0.05

Voice 

Operations

Telecom Area Code Telephone 0

0.00

1

18.05

1

18.05

Total 0

0.00

1

18.05

1

18.05

Call/Receive None 0

0.00

1

1.06

1

1.06

Total 0

0.00

1

1.06

1

1.06

None None 0

0.00

1

0.12

1

0.12

Total 0

0.00

1

0.12

1

0.12

Total 0

0.00

3

6.41

3

6.41



High Low Total

Voice 

Operations

Total 0
0.00

3
6.41

3
6.41

Total 1
1.54

46
1.93

47
1.92

_No Tier 2 NoNone  0.04TIR:TIR Missed:NoneINC000000086922

No  0.53TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.02TIR:TIR Missed:NoneINC000000087021

No  0.34TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.01TIR:TIR Missed:Utah Criminal Justice Information SystemINC000000087254

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.02TIR:TIR Missed:NoneINC000000087514

No  1.48TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.03TIR:TIR Missed:NoneINC000000087711

No  0.34TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.04TIR:TIR Missed:NoneINC000000088070

No  1.55TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.03TIR:TIR Missed:NoneINC000000090198

No  0.37TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.15TIR:TIR Missed:NoneINC000000091660

No  0.80TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.04TIR:TIR Missed:NoneINC000000092017

No  0.10TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

_No Tier 2 YesNone  1.54TIR:TIR Missed:NoneINC000000093349

No  1.54TTR:TTR Missed:Application Support High ClosedAgriculture and Food

_No Tier 2 NoNone  0.02TIR:TIR Missed:NoneINC000000093351

Yes  15.26TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.07TIR:TIR Missed:NoneINC000000094456

No  4.86TTR:TTR Missed:Application Development Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.06TIR:TIR Missed:NoneINC000000096895

No  0.60TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.03TIR:TIR Missed:NoneINC000000096928

No  0.30TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.04TIR:TIR Missed:NoneINC000000098122

No  0.54TTR:TTR Missed:Application Support Low ResolvedAgriculture and Food

_No Tier 2 YesNone  1.42TIR:TIR Missed:NoneINC000000099985

No  3.08TTR:TTR Missed:Capitol Desktop Support Low ResolvedAgriculture and Food

_No Tier 2 NoNone  0.05TIR:TIR Missed:NoneINC000000101334

No  0.90TTR:TTR Missed:Application Support Low ResolvedAgriculture and Food

_No Tier 2 NoNone  0.02TIR:TIR Missed:NoneINC000000101470

No  0.89TTR:TTR Missed:Application Support Low ResolvedAgriculture and Food

_No Tier 2 NoNone  0.04TIR:TIR Missed:NoneINC000000101618

No  0.09TTR:TTR Missed:Application Support Low ResolvedAgriculture and Food

_No Tier 2 NoNone  0.05TIR:TIR Missed:NoneINC000000102868



No  0.91TTR:TTR Missed:Application Support Low ResolvedAgriculture and Food

Application

Application YesReporting  5.59TIR:TIR Missed:NoneINC000000086258

No  5.59TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

Application NoError  0.65TIR:TIR Missed:NoneINC000000087182

No  0.72TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

Application NoError  0.05TIR:TIR Missed:Novell GroupWiseINC000000087301

No  0.05TTR:TTR Missed:Rural South Desktop Support Low ClosedAgriculture and Food

Application NoPassword  0.19TIR:TIR Missed:Novell GroupWiseINC000000087403

No  0.19TTR:TTR Missed:Metro D Help Desk Low ClosedAgriculture and Food

Application NoError  0.09TIR:TIR Missed:NoneINC000000090151

No  0.59TTR:TTR Missed:Metro D Desktop Support Low ClosedAgriculture and Food

Application NoError  0.08TIR:TIR Missed:Novell GroupWiseINC000000092055

Yes  6.82TTR:TTR Missed:Capitol Desktop Support Low ClosedAgriculture and Food

Application NoNone  0.11TIR:TIR Missed:NoneINC000000101777

No  1.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

Application NoNone  0.02TIR:TIR Missed:Novell GroupWiseINC000000102406

No  0.67TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

Network

Network NoPassword  0.06TIR:TIR Missed:NoneINC000000089322

No  0.06TTR:TTR Missed:Metro D Help Desk Low ClosedAgriculture and Food

Network NoPassword  0.05TIR:TIR Missed:NoneINC000000095757

No  0.05TTR:TTR Missed:Metro D Help Desk Low ClosedAgriculture and Food

Network YesPassword  1.38TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000098491

No  2.84TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

Network NoError  0.07TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000098703

No  0.07TTR:TTR Missed:Help Desk Low ResolvedAgriculture and Food

Network YesError  1.24TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000103165

No  1.51TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

Network NoError  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000104126

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

Network NoIncident  0.33TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000104133

No  0.81TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

Network NoError  0.20TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000104207

No  0.36TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

Network NoError  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000104688

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

PC/Laptop

PC/Laptop NoError  0.05TIR:TIR Missed:Novell GroupWiseINC000000087121

No  3.70TTR:TTR Missed:Capitol Desktop Support Low ClosedAgriculture and Food

PC/Laptop NoNone  0.04TIR:TIR Missed:NoneINC000000091942

No  0.97TTR:TTR Missed:Metro D Desktop Support Low ClosedAgriculture and Food

PC/Laptop NoError  0.05TIR:TIR Missed:NoneINC000000092058

No  2.19TTR:TTR Missed:Metro D Desktop Support Low ClosedAgriculture and Food

PC/Laptop NoError  0.04TIR:TIR Missed:PGPINC000000100168

No  0.23TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

PC/Laptop NoError  0.11TIR:TIR Missed:NoneINC000000102065

No  2.75TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food



PC/Laptop NoError  1.18TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000102083

No  1.18TTR:TTR Missed:Metro D Help Desk Low ResolvedAgriculture and Food

Print/Copy/Scan/Fax

Print/Copy/Scan/Fax NoPaper Jam  0.57TIR:TIR Missed:NoneINC000000098110

No  1.33TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

Telecom

Telecom NoArea Code  0.38TIR:TIR Missed:TelephoneINC000000091556

Yes  18.05TTR:TTR Missed:Voice Operations Low ClosedAgriculture and Food

Telecom NoNone  0.12TIR:TIR Missed:NoneINC000000101487

No  0.12TTR:TTR Missed:Voice Operations Low ResolvedAgriculture and Food

Telecom NoCall/Receive  0.42TIR:TIR Missed:NoneINC000000103429

No  1.06TTR:TTR Missed:Voice Operations Low ResolvedAgriculture and Food


